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CECI LE N. M LOTTI
\Y
I LLI NOI S BELL TELEPHONE COMPANY
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Chi cago, Illinois
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Met pursuant to notice at 10:00 a.m
BEFORE:
MR. JOHN RILEY, Adm nistrative Law Judge.
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MS. CECILE M LOTTI

422 Rosewood Avenue

W nnetka, Illinois 60093
appeared pro se;

MR. JAMES A. HUTTENHOWER

225 West Randol ph Street

Suite 25-D

Chicago, Illinois 60606
appeared for the Respondent.

SULLI VAN REPORTI NG COMPANY, by
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JUDGE RI LEY: Pursuant to the direction of
the Illinois Commerce Comm ssion, | call
Docket 07-0365. This is a conplaint by Cecile N
Mlotti versus AT&T Communi cations of Illinois,
Inc., as to billing and/ or charges.

Ms. MIlotti, you are appearing without
counsel, is that correct?

MS. M LOTTI : Correct.

JUDGE RI LEY: And, M. Huttenhower, you're here
for AT&T?

MR. HUTTENHOWER: Yes.

JUDGE RI LEY: Which we all know as Illinois
Bel | .

Pl ease enter an appearance.

MR. HUTTENHOWER: James Huttenhower,
Hu-t-t-e-n-h-o-w-e-r, 225 West Randol ph Street,
Suite 25-D, Chicago, Illinois 60606.

JUDGE RI LEY: Thank you.

And at this point, Ms. Mlotti, |
trust that you have had a chance to | ook over the
Verified Motion of AT&T of Illinois to dismss --

MS. M LOTTI: Right.
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JUDGE RI LEY: -- your complaint and to strike

the all egations?

MS. M LOTTI: Right.
What | did was, | went online and I
have here -- this is only a small portion of a Wb

site where people are conpl ai ni ng about AT&T, their
services.
And the fact that M. Huttenhower said
t hat they are not responsible for what their
enmpl oyees say -- well, what their representatives
say on the phone. | asked ny attorney and they said
t hat anyone who is enpl oyed by a conpany is
representing the Conpany and, therefore, whatever
they say is what the Company is supposed to do.
JUDGE RI LEY: Okay. What specifically is that
| eadi ng us to?
MS. M LOTTI : lt's --
JUDGE RI LEY: In other words, somebody at AT&T
told you somet hi ng?
MS. M LOTTI: Oh, yes.
They actually started by saying that

t he conversation was going to be recorded, which
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gives ne -- gives everybody kind of a sense of

security, and she specifically said -- well, first

of all, she made an error because, as | have said
many times, | have asked to have only my phone
number at home, the 846-446-7339 (sic) nunber and ny
busi ness nunber, the 847-446-3394 number in that
specific package, instead -- and | specified that
the 847-446-5476 nunber is a dedicated fax and DSL

l'ine, therefore, |
it.

She,
we di scussed. So,

JUDGE RI LEY:

want ed absolutely no features on

t hen,

confirmed everything t

she said -- and she --

Who's the "she," that you are

hat

talking to? Do you have any idea who this person

is?

MS. M LOTTI :

Probably her name is on -- and |

could fax this to you because there are plenty --

and | keep everything.

year the person
JUDGE RI LEY:
compl ai nt - -

MS. M LOTTI :

So, | have from May of

spoke to, the date --

Okay.

Yes.

Getting back to your

| ast
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JUDGE RI LEY: -- you have certain features on
your primary line, which is 446-7339.

MS. M LOTTI: That particular program -- and as
a matter of fact, funny enough, | have received
mor e, whatever you call these (indicating), and --

JUDGE RI LEY: Pronmotional materials.

MS. M LOTTI: Promotional material.

And it tells you that you can have up

to, | think, 10 features -- this is a new one from
the one --

JUDGE RI LEY: Okay. \What we're talking about

Is, according to the complaint -- to the nmotion that
was filed by Illinois Bell, your primary line is
446-7339 --

MS. M LOTTI: Right.

JUDGE RILEY: And then they have your secondary
| ine down as 446-5476.

MS. M LOTTI: MWhich is incorrect.

JUDGE RI LEY: Okay. You say it's incorrect.
All right. These are included under some kind of a
service package called, All Distance 2-Line Service

Package.
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MS. M LOTTI : Correct

JUDGE RI LEY:

4576 is a fax line?

MS. M LOTTI : Correct

JUDGE RI LEY: Okay.

actually your

busi ness |

MS. M LOTTI : Correct

JUDGE RI LEY:

Now, what

And what

you' re sayi ng

, fax and DSL.

And the 446-3394

ne.

you want are t

features on line 7739 and 3394 - -

MS. M LOTTI : Correct

JUDGE RI LEY: Caller

MS. M LOTTI: Right.

Waiting and Caller ID, and this
confirmed to me when,

was being recorded. | do have her

exact date, if you wish.

JUDGE RI LEY: Okay.

I n your conplaint,

I D, Call Waiting

is, this

i s

he sanme

It's actually Tal king Cal

supposedl vy,

Wwe'l |

is what s

he has

t he conversation

name and the

get to that |ater on.

The other matters that you

one was the $50 DSL

don't have any jurisdiction over DSL, nor

any jurisdiction over

provi des DSL,

SO we can't

deal

with that

ref erenced

rebat e. We

do we have

t he subsidiary of AT&T that

in this
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forum. Plus the fact that it states in the Motion
to Dism ss, that you were granted a credit for that
DSL.

MS. M LOTTI : Correct.

JUDGE RI LEY: So, | don't see where there's an
I ssue there.

MS. M LOTTI: Can | possibly -- since |I'm not
very sure, since |I'mnot a |awyer, | don't know how
these things are done, but can | possibly present as
evidence this (indicating) --

JUDGE RILEY: W're not at the evidentiary stage
of the proceedi ng, but --

MS. M LOTTI: Okay.

JUDGE RI LEY: - what is that?

MS. M LOTTI: These are all people who have
several messages, and it does say, AT&T, about AT&T
service. One of them says, |I'm encouragi ng people
to rate AT&T/SBC on W ap Leave (phonetic), whatever
that is, that's another Web site, conpl aining about
AT&T.

May | continue, Judge, if you don't --

JUDGE RILEY: Certainly. Go ahead.
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MS. M LOTTI : It seens that a | ot of people have
actually conmpletely -- they have not received their,
quote unquote, rebate, which was supposed to be in
the form of a check. They could do with it whatever
t hey want ed. | nstead, it was sent in formof a --
in the form of a credit, which means that the noney
really didn't come out of AT&T, they just credited
t he account.

JUDGE RI LEY: Ri ght .

MS. M LOTTI: Some of them are saying that it
took so long, they actually forgot that they was
supposed to be getting a rebate.

JUDGE RI LEY: Okay. You keep referring to
"they." These people are -- these documents that
you have there, are these -- this is a list of
peopl e that have had simlar --

MS. M LOTTI : Yes.

JUDGE RILEY: Ma'am that's all irrelevant. It
has no rel evance here at all.

MS. M LOTTI: The fact that AT&T has provided
service that is inadequate for -- | understand,

Judge, that you're saying that SBC, or the DSL

10
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service is a separate conpany, but when we are --
when we subscribe to it, it says, AT&T. So, who do
we go to?

JUDGE RI LEY: It's just on the AT&T billing
form

What ever ot her people are conpl ai ning

about is not evidence of anything.

MS. MLOTTI: It is not evidence that --

JUDGE RI LEY: No.

MS. M LOTTI: -- that there's a |ot of people
with a | ot of problems just |ike m ne?
JUDGE RI LEY: Well, no, it is irrelevant. |t

does not have any relevance here at all.

MS. M LOTTI: Well, again, | am not a |awyer,
but I"m-- | cannot imagine that these -- these are
facts. | mean, there are several Web sites

conpl ai ni ng about AT&T.

JUDGE RI LEY: But there's nothing to show those
compl ai nts have any merit. All they are are people
conpl ai ni ng.

MS. M LOTTI: Well, obviously, they must have

something to compl ai n about.

11
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JUDGE RI LEY: Not necessarily.

Let's get back again to the other
al | egations.

MS. M LOTTI : Yes.

JUDGE RI LEY: You had tal ked about Line-
Backer - -

MS. M LOTTI: No, not really. | n ot her words,
what had been agreed upon when | subscribed to that
particul ar plan was that | was going to have that
particular plan on two |ines, again, 847-446-7339
and 847-446-3394. The verbiage -- the | anguage of
the confirmation I got -- and this is not the first
time this has happened. This is the first time that
AT&T is fighting this so hard and it's pitiful
because it's a few dollars a nmonth is what you would

spend for one sandwi ch.

However, the representative -- and,
again, | want to enphasize, | have her name and the
date that we spoke, she clarified -- because they

have to confirm what has been agreed, and they ask
you, You are today going to subscribe, blah, blah,

bl ah. And she told me -- because | had the choice

12
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of a nunber of features, and she confirmed to me the
choices that I had chosen, which was Tal ki ng Call
Waiting and Caller ID --

JUDGE RI LEY: Ri ght .

MS. M LOTTI: -- | said, Fine. | said, | want
this on 847-446-7339 and 847-446- 3394. I want
not hi ng on the 847-446-5476. And that was the end
of it.

And, again, as | said, when you | ook
at this, since this is something that was prepared
by AT&T, it doesn't say here that this is only for
one line. And, you know, usually businesses are
very specific.

JUDGE RI LEY: Is that the tariff you're | ooking
at ?

MS. M LOTTI: No, that's the letter -- whatever
you want to call it (indicating).

JUDGE RILEY: That's the pronmotional materi al
t he advertisement.

MS. M LOTTI: No, no, it's not the pronotional.
This is the confirmati on of what | had.

You know, you may have it |aying

13
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t here. | don't know.

JUDGE RI LEY: | see where it has everything on
her e. It describes all of the services you' re going
to get, but it only references one number, that's
t he probl em

MS. M LOTTI: But it does say two |lines, sir.

Ri ght here (indicating).

JUDGE RI LEY: It says it's the 2-Line Service.
Where's the second line?

MS. M LOTTI: They put, unfortunately, the wrong
one -- oh, here it is, Caroline.

JUDGE RI LEY: There's your primary line right
t here.

MS. M LOTTI : Correct.

And then they were supposed to have
the --

JUDGE RI LEY: It's 3394.

MS. M LOTTI: -- and, unfortunately, here you
see on the confirmation letter, it does not say that
they put it on the wrong one.

JUDGE RI LEY: Okay.

MS. M LOTTI: So, | have no way of --

14



10

11

12

13

14

15

16

17

18

19

20

21

22

JUDGE RI LEY: Ri ght .
M. Huttenhower, response from
[1Tinois Bell.
MR. HUTTENHOWER: Well, I"mstill not sure if
there's an issue with the Line-Backer, or not,

because the Line-Backer cones on both lines in the

package.
JUDGE RI LEY: And you said -- your response
s --
MR. HUTTENHOWER: And if -- she said that the
i ssue is about -- well, she wanted this other -- she

wanted the third line to be part of the package --
MS. M LOTTI: No, no, no, sir.
MR. HUTTENHOWER: May | finish?
JUDGE RI LEY: Let himfinish.
MR. HUTTENHOWER: |f she wants the 2-Line
Package, one of the lines to be swapped out so
t hat - -
JUDGE RI LEY: The business line could be
i ncl uded.
MR. HUTTENHOWER: -- we can certainly do that,

but that was not clear from what was said in the

15
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compl ai nt .

| mean, more fundanentally the issue
Is what is included -- what features are included in
the 2-Line Package. And, | guess, we have a

di fference of opinion about what the confirmation
materials would say in ternms of, Do these features
go on one line or both lines?

JUDGE RI LEY: Ri ght .

My inpression, after all of the

di scussion that we've had, is what you're,
essentially, asking for is this Al Distance 2-Line
Service Plan with all these features. You want that
on your primary line, 7339 and the business |ine,
3394.

MS. M LOTTI : Correct.

JUDGE RI LEY: So, you, essentially, do want to
swap out this fax/DSL |ine and substitute it with
t he 3394.

MR. HUTTENHOWER: Well, that is part what she
wants, but the terns of the package are such that
the features, the Call Waiting and such, are only on

one line in the package --

16
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JUDGE RI LEY: | see.

MR. HUTTENHOWER: -- so that she wants them to
be on both lines in the package.

JUDGE RI LEY: In other words, if they did swap
the lines, she'd still only get the features on the
primary |ine.

MR. HUTTENHOWER: Ri ght .

JUDGE RI LEY: Is there any other service plan
t hat AT&T has that she could possibly get those
features on both |ines?

MR. HUTTENHOWER: We explored that with
Ms. Mlotti in May and | believe the conclusion was
that there wasn't anything.

JUDGE RI LEY: So, in other words, there's no
remedy for her problem

MR. HUTTENHOWER: Unl ess she wanted to pay, you
know, for those additional features that she'd pay,
you know, whatever, per nonth --

JUDGE RI LEY: Ri ght .

MR. HUTTENHOWER: -- to have on the line.

JUDGE RI LEY: It would be an additional cost.

MR. HUTTENHOWER: Yes.

17
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MS. M LOTTI: Judge, as | said, this is the
| atest one | received. And | just think it's kind
of ludicrous because it says, W don't think
satisfied is good enough. So, here, yet, is another
plan, Unlimted Local Calling with up to 10 features
and all inside wire protection plan, just $30 per
nonth with AT&T Compl ete Choice, other monthly
charges apply.

So, | believe from everything that has
gone on with AT&T, this is not the first time
there's been problems, this is the first time this
has gone on that far.

The wording sometinmes is very
anmbi guous. And at this particular point, as you
m ght renmenber, Judge, |I'm a wi dow, | have a son,
and |, of course, am pursuing this because if big
conpani es are going to give bad service and take
advantage of the little people, then, we are | ooking
at a very bad future.

And | think that all they have to do
Is provide what they said they are going to provide.

And | think that telling a customer on the phone,

18
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This conversation is being recorded. Il will now
confirm what you have chosen. And, then, to turn

around and, (a), not follow my directions, put the

DSL line, fax line, whatever you want to call it, on
t he plan when that is not what | wanted and, then,
on top of that lo and behold, what | was told |I was
going to get, which were two features, | had a
choice of two features -- and actually, the irony of
this is that, | did not want Voice Mail. And | was
told that if I did not get Voice Mail, | could not

get this particular plan.
So, | am forced to have a feature |

don't want. I would be more than happy,
M. Huttenhower -- | hope |I'm pronouncing it
correctly. | would be nmore than happy to have you
remove Voice Mail and give me what | originally was
prom sed, which is the Talking Call Waiting and the
Caller I D on 847-446-3394.

MR. HUTTENHOWER: | guess | have a problem
hearing that you seemto think that we should
provide -- or we are obligated to provide whatever

m x of services you want. W can do that. But, if

19
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we have a package price, the components of the
package are what we choose, not that the -- you
know, within limts. . . And, for exanmple, renoving
Voice Mail fromthe package woul d disqualify you
fromthe package, you would no | onger get that
presumably, more favorable price.

I f that's something you want, we can

do that.
MS. M LOTTI: No, it's not.
What | was saying, the irony is that
you are providing the service that | do not want or
need. And, yet, the one that | was told I was going

to get, you are refusing to provide.

JUDGE RI LEY: What Counsel is explaining,

t hough, is that when you subscribed to these
packages --

MS. M LOTTI : Yes.

JUDGE RILEY: -- you get all of the features
that are in the package, that's what makes it a
package.

MS. M LOTTI : Correct.

JUDGE RILEY: You get everything.

20
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MS. M LOTTI : That's fi ne.
JUDGE RI LEY: It's not -- the services can't be

separ ated out.

MS. M LOTTI: That's fine. That's not the
probl em

JUDGE RI LEY: What you want are these two

particul ar services --

MS. M LOTTI: Exactly.
JUDGE RILEY: -- on your second |ine.
MS. M LOTTI: Exactly.

JUDGE RILEY: Right. And that's the inpasse
here.

MR. HUTTENHOWER: Those services on the second
| ine are not part of the package.

MS. MLOTTI: MWhy isn't it, first of all --

JUDGE RI LEY: That was nmy next question.

Wiy aren't -- if she subscribes to a
package and originally said, | want these two |ines
to be covered by that package, what happened that
t hat second |ine was not covered?

MR. HUTTENHOWER: Because the terms of the

package are that the features are on one |line only.

21
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JUDGE RI LEY: Okay. s that what the tariff
says?

MR. HUTTENHOWER: Yeah.

JUDGE RILEY: And that's what you said in the
Motion to Di sm ss.

MR. HUTTENHOWER: Yes.

VWhy the marketing people structured it

that way or -- | don't know.

MS. M LOTTI: Well, sir -- I'"'msorry

JUDGE RILEY: [I'mtrying to find a resolution to
t hi s.

MR. HUTTENHOWER: | mean, in terms -- | prefer

to just tal k about that off the record, but.

JUDGE RI LEY: Let me ask this. s there a
contract -- a termlimtation for this service, or
is it by a month-by-month --

MR. HUTTENHOWER: | think -- yeah, the customer
can get out of it whenever they want to.

JUDGE RI LEY: Would the Conpl ai nant be able to
advise -- or notify AT&T that she wanted to drop
t hat 5476, which is currently included under that --

apparently, under that package? Sinply say, AT&T, |

22
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want to remove that number fromthis All Distance
2-Line Service Plan.

MR. HUTTENHOWER: I s your question, could we
swap one in for the other so that the business |ine
woul d have Li ne-Backer as opposed to this DSL |ine
havi ng Li ne- Backer?

JUDGE RI LEY: Ri ght .

MR. HUTTENHOWER: That woul dn't be an issue.

JUDGE RILEY: But it comes down to the Caller ID
and Call Waiting.

MR. HUTTENHOWER: Yeah, that's --

JUDGE RI LEY: Can she obtain Caller I D and Call
Wai ti ng under the All Distance 2 separately fromthe
primary nunber ?

MR. HUTTENHOWER: Those are features that can be
bolted onto that line, but at some monthly cost, you
know.

JUDGE RILEY: So, it wouldn't be under the All
Di stance 2-Line Service Plan regul ar cost.

MR. HUTTENHOWER: Correct.

JUDGE RI LEY: Okay.

I n other words, | don't understand why

23
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she can't subscri be separately each one of

| i nes and say, Okay,

Service Plan for

obtain the same plan separately for

t hese

|"ve got All Distance 2-Line

7339, and then say, | want to

with all the same features.

MR. HUTTENHOWER: Well, it's a 2-Line

JUDGE RI LEY:

t here.

MR. HUTTENHOWER:. And | think -- | suppose she

coul d subscri be,

this 3394 I|ine

Pl an.

So, there's got to be two lines in

but then she'd be charged the

nmonthly fee twice for the package.

JUDGE RI LEY:

Just double the cost.

MR. HUTTENHOWER: Whereas -- | mean, |

know t he cost of

the, you know, Call Waiti

Caller I D separate. You know, | assume it

something like $4 for each per month on top of what

don't
ng and

'S

she'd al ready be paying.

JUDGE RI LEY: Right. It wouldn't be exorbitant,
you think -- well --

MR. HUTTENHOWER: | mean, no, it's not a mllion
dol I ars a nont h.

JUDGE RILEY: Could you find out what the

24
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additional charge would be to have Caller ID and

Call Waiting for 33947

MR. HUTTENHOWER: | don't -- | think it's in the
range of 4 or $5 a piece per nonth. I don't know
for sure.

JUDGE RILEY: It would run 8 to $10 additi onal
on her bill each month.

MR. HUTTENHOWER: Ri ght .

JUDGE RI LEY: That's one possible solution.

| don't know, Ms. Mlotti, if that's

even -- in other words, what M. Huttenhower stated
Is that they have a filed tariff that prohibits them
fromoffering those features under the AlIl Distance
2-Line Service Plan to the second |ine.

MS. M LOTTI: Judge, unfortunately, what

happened is -- and, again, I'"'msorry, | have so many
problems with AT&T that | have huge files. | stil
have them  The problem that | had about two years

ago was resolved. And it seenms that back then they
could provide what they said they were going to
provi de.

This time they' ' re saying that they

25



10

11

12

13

14

15

16

17

18

19

20

21

22

cannot provide what they said they were going to

provide. So, | am thoroughly confused.

But, to me the issue is this. If a
representative -- if a person who's an enployee of
AT&T is telling me -- and beside this, the verbiage,

it should have been very specific, this applies only
to one line, whereas here it specifically says, For

$57.95 per nonth, plus applicable taxes and service

fees, your All Distance 2-Line Service includes, and
then it tells you.

Again, I'mnot a | awyer, but if one of
these lines was not going to get these features, it
shoul d have specifically said, This will not be on
both lines. And it says exactly the opposite.

JUDGE RI LEY: That's, essentially, what your
conplaint is, that you were not informed that the
second |ine was not going to get those --

MS. M LOTTI: Exactly.

JUDGE RI LEY: Plus the fact that they put the
wrong |ine under the service plan.

MS. M LOTTI : Correct, Judge.

JUDGE RI LEY: Your business line instead of the

26
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DSL |i ne.

MS. M LOTTI: Correct, Judge.

And, as | said, | would be nmore than
happy to provide you with an -- actual facts of the
bill, where | wrote the name of the woman who

confirmed all of this for me, the date. She
confirmed what | was going to get. And she told me
that it was being recorded. MWhat's the use?

JUDGE RILEY: That's going to be a very
difficult thing to prove, because what they have is
that letter that they sent to you, which is going to
be -- that is their proof. That regardl ess of what
el se you heard from someone on the phone, that
|l etter is going to trunp it.

MS. M LOTTI: Well, even the letter specifically
says that |'mgetting this on two |ines.

JUDGE RI LEY: Ri ght .

MR. HUTTENHOWER: | don't believe that the
| etter says such a thing at all.

MS. M LOTTI: Here, sir (indicating).

MR. HUTTENHOWER: It does not specifically say,

You are getting these features on two |ines.
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MS. M LOTTI: Wuld you like to read it?

MR. HUTTENHOWER: | have read the letter, m'am

MS. M LOTTI : Okay
MR. HUTTENHOWER: | have filed a Motion to
Dism ss. W are obligated to follow the terns of

our tariff.

MS. M LOTTI: M. Huttenhower, may | please read

what it says, is it okay?
JUDGE RI LEY: Go ahead.
MS. M LOTTI: Thank you. Thank you, Judge

| "m reading the whole thing now.

For $57.95 per nonth, plus applicable
taxes and service fees, your All Distance 2-Line
Service includes, Basic Local Residence Phone Line;
Long Di stance Service provided by AT&T Long
Di stance; Voice Messaging Service; Line-Backer Wre
Mai nt enance Pl an; Message Waiting I ndicator; Caller
ID with Name Display; Plus your choice of two
additional calling features from the foll ow ng
lists: Automatic Callback; Call Forwarding; Call
Screening; Call Waiting; Distinctive Ring; Privacy

Manager; Repeat Dialing; Speed Calling 8; Talking
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Call Waiting; and 3-Way Calling. Additional
resi dence phone line, which is the 5476 |ine.
This is nowny -- it stops at
Addi ti onal residence phone I|ine.
JUDGE RI LEY: \Where does it say that?
MS. M LOTTI: (Indicating.)
JUDGE RI LEY: Additional residence phone |ine.
Okay.
MS. M LOTTI: Mhich is the 5476, because it's
three lines. So, two plus one is three.
JUDGE RI LEY: | guess that would be my other
question, maybe the tariff can answer that.
But, why would this be a 2-Line
Service Plan if it didn't apply the features to both
lines? That's what | don't understand.
MR. HUTTENHOWER: | can't answer why it's
of fered that way, but | would probably think it has

its history back in the day when people would have,

you know, a computer line and a voice line, or a
fax line and a voice line, and you woul dn't want
Caller I D and the other stuff on that sort of I|ine

because you woul dn't use it, you know, it's hooked
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up for the computer.
Now, with DSL, | don't know -- and
people don't need a second |ine for a computer,

necessarily, why the package is organized the way it

I'S. But, that's how it's been devel oped.
MS. M LOTTI: However, as | said, it's also nore
of a -- proof of what |I'm saying is the fact that

since | have three lines, and since what | just read
was applying to two |lines, and then it says that I
have an additi onal residence phone line, that makes
it three lines.

MR. HUTTENHOWER: No.

JUDGE RILEY: No, I'mnot certain --

MS. M LOTTI: Why not?

JUDGE RILEY: -- | would interpret it the same
way. But it does say, An additional residence |ine.

MS. M LOTTI: Right.

JUDGE RI LEY: The other thing I'm |l ooking at
here, though, was in the terms and conditions of the
tariff. Under Paragraph C, Part 2 says, You select
three, and 2-Line you select three can only be

provi sioned on the customer's main or primary access
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i ne.

MS. M LOTTI :

MR. HUTTENHOWER:

Di sm ss.

MS. M LOTTI :

receive --

JUDGE RI LEY:

MS. M LOTTI :

recei ve that

that is something

when |

No,

Where is that?

That's in the Mdtion to

But, do | have

Yes, you --

no. I n ot

applied for

t hat happened

JUDGE RI LEY: No, you woul dn
tariff.

MS. M LOTTI: Well, so, how

MR. HUTTENHOWER: The tariff

JUDGE RI LEY:

MR. HUTTENHOWER:

JUDGE RI LEY:
MS. M LOTTI :

have applied for

a plan and |

Li ke any | aw.

-- of publ

Ri ght .

what | have chosen and the cal

recorded, how could

i dea where

in order

possi bly g

to find out

that? Did

her words,
t he plan?

now.

did I

Because

"t receive the

woul d | know?

S are - -

ic record.

Judge, if | had called AT&T and

have been confir med

was, supposedly,

ointo --

t hat what

have no

was
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confirmed was i ncorrect?

Then, they should train their

people -- if the woman made an error, it

is AT&T' s responsibility.

JUDGE RI LEY: Well,

made an error.

MS. M LOTTI: Well,

recorded?

JUDGE RI LEY: | don’

anyt hi ng about that.

MR. HUTTENHOWER: I

message t hat

are federal laws -- or s

give notice to people if we m ght

cal l.

the calls are

is -- still

that's if the individua

then, why is the phone cal

t know. | don't

know

believe that we give a

recorded because there

tate laws that require us to

be recording the

It doesn't necessarily tie into giving

assurance to the customer that everything said on

the call is accurate. It's because you have to tell

sonmebody

if you're recording them because you can't

record somebody on a phone conversation wi thout

their

perm ssi on.

MS. M LOTTI: Well,

mean,

you know, We m ght

M. Huttenhower,

be recording or

| don't

moni toring.
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This is not what | nmean. VWhat | mean is, after she

descri bed the plan to me, she then told me, Okay,

this is now going to be recorded. Ms. Mlotti, you
are choosing Plan -- whatever it is -- on number so-
and-so and number so and so, for this amount. Yes?
Yes.

So, it was recorded as of a specific

time and she advised nme that she was recording the

cal I.

MR. HUTTENHOWER: Now - -

JUDGE RI LEY: | don't understand how the
recording at all is relevant here.

MS. M LOTTI: Because it proves that she told me

| was getting the features on both lines. The

confirmation letter | received, specifically says
that it's for two |ines.

JUDGE RI LEY: Ms. Mlotti, even if -- assum ng
t hat everything you said is correct, if this

I ndi vi dual said that and she was m staken in saying
so, it can't contravene the tariff. AT&T has got to
absol utely adhere to what they have filed in their

tari ff.
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So, even if an enployee of AT&T
erroneously told you sonmething, that doesn't -- it
doesn't affect what AT&T is obligated under the
tariff.

MS. M LOTTI: Well, then, AT&T must have made
the m stake, as | said, about two years ago, when

t he same thing happened all over again. And that

time it did not go that far. | didn't have to file
a conpl ai nt . Not hi ng happened. | spoke to their
executive departnment, | think it is, and there is a
young woman who called and said, | amterribly sorry

that this has happened.

In that particular case it was a -- |
was quoted a price and I -- | was quoted a rate, and
| was given a different rate. And, therefore, she
gave me a credit for the rate that | had been
originally quoted.

So, | am now confused. | f someti mes
they can correct their errors and other times they
cannot correct their errors -- and | have all of
this, too.

JUDGE RI LEY: The solution that | keep com ng
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back to, would you be willing to pay an extra amount
each month, whatever the amount is, to have Call

Waiting and Caller 1D applied to Line 3394, because

under the tariff it's not included -- those features
are not --
MS. M LOTTI: Right.
JUDGE RILEY: -- included under the package.
MS. M LOTTI: Well, Judge, | am here for the

principal, as |I'"m sure you know. This is a small
amount . | amnot willing to have AT&T offer ne
something -- confront something to me and then tell
me, We told you you were not going to pay for it,
but now you have to pay for it.

| have let it slide. | was supposed

to get the check for $49.99. And instead of a check

| received a credit. A check neans that | can spend
it wherever | want. | did not have the choice. And
that's what | was supposed to get. Il let it slide.
It's okay. It doesn't really matter.

But, | do object to having a

confirmation letter that specifically says | have a

pl an that applies to two lines, plus a third |ine.
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And the plan is for these two lines, plus a third

l'ine.

Why am | supposed -- and here, here's
yet another -- another pronmotional material sent
(i ndicating). 10 features. | don't want 10
features. | want two.

JUDGE RI LEY: But the package that they offer
has 10 features. So, you get the 10 features. You
can't customze it for your own --

MS. M LOTTI: Absolutely. Absolutely.

JUDGE RILEY: -- for your own benefit.
MS. M LOTTI: Absolutely. And | have no problem
with that.

But, what |I'msaying is, if they're
giving all these features without any problem and
if I have been confirmed a specific plan, which does
include two features of ny choice on the two I|ines,
plus a third line, why is it that | cannot have it,
If that's what it says?

JUDGE RI LEY: ls it --
MS. M LOTTI: And that's what the woman sai d.

JUDGE RILEY: Now, is that your interpretation
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of the

| etter

t hat you have there --

MS. M LOTTI: Absol utely.

JUDGE RI LEY: -- that it was for two |lines,

athird line?

MS. M LOTTI : But it says so.

JUDGE RI LEY: Let me take another | ook at that

letter.
MS. M LOTTI: Here, Judge (indicating).
JUDGE RILEY: | didn't read that at all
MS. M LOTTI: Here it says, 2-Line Service
i ncl udes. and an additional residence phone
l'ine.

JUDGE RI LEY:

MS. M LOTTI :

That's the second |i ne.

That's the third |ine.

JUDGE RILEY: No, ma'am |'m sure what they

were referring to,

saying you have a primary and an additi onal

resi dence line, an additional residence phone |ine.

i nclude an additional

weren't

guess,

My question is, again,

resi dence phone line if

going to apply the services to it, but,

there's

really no way of

knowi ng that .

pl us

it's a 2-Line Plan and they're

why woul d t hey

t hey
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MR. HUTTENHOWER: I don't know why they have it
the way it is, whether there was some marketing
study that said, this is demand, whether there was
some network issue, although |I don't really think
there would be a network issue, but that's the way
t he package is.

JUDGE RI LEY: Ri ght .

So, even if the two |lines were to be
swapped out, 3394 substituted for 5476 --

MR. HUTTENHOWER: Yeah.

JUDGE RILEY: -- these features would only apply
to the primary |ine.

MR. HUTTENHOWER: Now, Ms. M lotti, before May
of 2006, did you -- you had multiple I'ines even
before that, right?

MS. M LOTTI : Correct.

MR. HUTTENHOWER: So, it's possible that -- you
know, you already had three |ines, maybe.

MS. M LOTTI : Correct.

MR. HUTTENHOWER: So, that the confirmation
| etter, because you were signing up for this package

on two lines, is only talking about the two |ines

38



10

11

12

13

14

15

16

17

18

19

20

21

22

because this third line, nothing was changing on it,
so there would be no reason for us to send a

|l etter -- we send letters when service has changed.
We don't send letters when nothing is happening to a
service. So, that this letter wouldn't have

addressed this third Iine you have that nothing is

happeni ng - -

MS. MLOTTI: It did because I amnot billed
separately for that line. And that |ine does
i nclude unlimted national -- what's supposed to be
the 54767?

JUDGE RI LEY: Okay. |"ve | ost you here

MS. M LOTTI : | have three |ines.

JUDGE RI LEY: Ri ght .

MS. M LOTTI: The unlimted calls apply to all
three |ines.

JUDGE RI LEY: Al right.

MS. M LOTTI : | am not billed separately. | am
billed for all three lines unlimted calls
nati onwi de.

The plan that | subscribed for, as far

as the two features and the Line-Backer was, for two
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l'i nes.
JUDGE RI LEY: Okay.
| "' m unsure how Li ne-Backer is an issue
at all here.

MS. M LOTTI : It's not. It's simply part of
t hat pl an.

JUDGE RI LEY: Right, exactly. Okay.

MR. HUTTENHOWER: | guess where | was trying to
go, Judge, so | don't have enough information to
know, if whatever order she placed in May of '06,
which lead this confirmation letter to be issued,
did nothing to the free-standing line, there
woul dn't have been a confirmation |etter about the
free-standing |Iine because there were no changes to
the service. But, | don't know exactly what all she
did in May of '06, whether it was only sort of

putting this 2-Line Package on or some other things,

as wel |.
MS. M LOTTI : Oh, no, |I'm sorry,
M . Huttenhower, no, | should tell you.
The change was for all three Iines
because | subscribed to the -- before | had a finite
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number of calls, whereas with this plan | had
unlimted calls and that applied to all three |ines.

MR. HUTTENHOWER: | mean -- | just don't know.

MS. M LOTTI: You do have ny bills that wll
show you that | have unlimted calls on all three
l'i nes.

There you go (indicating).

JUDGE RI LEY: Again, |I'mnot 100 percent sure
how that figures into the issues in this matter,
because what | thought it amounted to was that you
wanted the Caller ID and Call Waiting --

MS. M LOTTI : Correct.

JUDGE RI LEY: -- on the 3394 |ine.

MS. M LOTTI : Correct.

JUDGE RI LEY: And, apparently, the only way that
you can get it, from the | anguage in the tariff and
the fromthe way this matter is structured, is to
pay extra for each nonth.

MS. M LOTTI: Right.

So, despite the fact that it was
confirmed to me verbally and by the confirmation

|l etter, I am being told that this is not the case
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and that | have to pay extra.

JUDGE RILEY: Ms. Mlotti, if you go to hearing,
you're going to have an inordinately difficult time
provi ng what was said to you over the phone. |
don't know how you're going to do that.

MS. MLOTTI: Well, then, why is it being
recorded?

JUDGE RI LEY: | don't know. | don't know. But,
| know that there's virtually no chance of you
getting ahold of the recording or the individual who
made t hese statements to you, that's the problem
mean, even if this were a state or a federal court,
it would be very difficult --

MS. M LOTTI : Okay.

JUDGE RI LEY: -- to get something |like that.

| think one solution -- 1 don't know
if it's a solution in your eyes, but one solution
woul d be to simply pay extra for those features on
the 3394 |ine.

MS. M LOTTI: MWhich is exactly what AT&T woul d
like me to do, which | strenuously object to

because, again, it's prom sing something, verbally
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and in witing, and -- again | ask you, Judge, if it
says the plan is for two lines and if one |ine was
excluded of certain features, when in docunments
everything is spelled out very clearly, why woul dn't
It have said that these features are not for both

i nes?

On top of this, that's what | was
told. So, it's msleading the public and m sl eading
a customer. And nost of all, it is infuriating
because you are trying to keep a client when there
are so many other conpanies offering service.

| "' m not asking for anything

extraordi nary. " monly asking for what | was told.
I would never -- | have to go to work. I have | ost
$60 the last time | was here. And, again, | am here

on principal, Judge
JUDGE RI LEY: Okay.
MS. MLOTTI: | do not want to be taken
advant age of.
JUDGE RI LEY: Al'l right.
MS. M LOTTI : | feel very vulnerable as a woman

and a wi dow because | don't think that this woul d
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have happened maybe if | were -- | don't know -- a
man who woul d have used some choice words on the
phone.

JUDGE RILEY: WMa'am it's nmy understandi ng that
you are opposing the Motion to Dism ss your
conpl ai nt - -

MS. M LOTTI: Oh, absolutely, sir.

JUDGE RI LEY: -- based upon representations that
were made to you over the phone by AT&T enpl oyees.

MS. M LOTTI : Correct.

JUDGE RILEY: And it was your clear
understandi ng that the features that are on the All
Di stance 2-Line Service Plan were to apply to 7339
and to 3394.

MS. M LOTTI: Correct, sir.

JUDGE RI LEY: And that 5476 was erroneously
pl aced under that plan.

MS. M LOTTI: Correct, sir.

JUDGE RI LEY: Okay.

MS. M LOTTI: And on top of this, when
received the confirmation letter, it made -- what

made sense i s that they were tal king about the plan.
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The plan applied to the two |ines,

additi onal |ine

and, therefore, |

t hese features and an additi onal,

of three I|ines,
JUDGE RI LEY:

MS. M LOTTI :

was not cl ear, which

unlimted calls

i nes, which was not

JUDGE RI LEY:

pl us an

saw two |lines with

which is a total

whi ch i s exactly what | have.

Okay.

And | understand that one thing

is that

the plan included

and that did apply to all three

t he case before

Al right.

The procedure -- M.

you have anything further?

MR. HUTTENHOWER: No,

JUDGE RI LEY:

I's paranount --

The first

for me to deal with this nmotion of AT&T to dism ss

your conpl ai nt .
MS. M LOTTI :
JUDGE RI LEY:

Proposed Order,

MS. M LOTTI :

Hut t enhower, di

your Honor.

The procedure at

stri ke that.

this point is,

order of business would be

Okay.

| will prepare what is called a
and I will send it to each of you.

Okay.

got the plan.

d

it
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MR. HUTTENHOWER: I don't know, Ms. Mlotti,
woul d you like the opportunity to respond in writing
to the motion --

JUDGE RI LEY: ["m sorry. That's the next |ine.

Woul d you want to make a written
response to the Motion to Dism ss?

MS. M LOTTI: Absolutely. Wuld you give me an
i dea of what it is |I'm supposed to do? | don't
know

JUDGE RI LEY: Well, what you do is sinply read
t hrough the notion itself and address each one of
the points --

MS. M LOTTI: Okay. Okay.

JUDGE RI LEY: -- that Counsel has made.

MS. M LOTTI: Okay.

JUDGE RILEY: And he's got it headed, you know,

t he DSL Rebate Conmpl aint; the Line-Backer Claim, the
Calling Features Claim and then there's a Motion to
Strike.

MS. M LOTTI: Okay.

JUDGE RI LEY: How much time do you think you're

going to need?
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MS. M LOTTI :
bi rt hday Saturday,

JUDGE RI LEY:

Well, quite frankly, |I'"m having a

l"'m®60 so --

No, it wll

much nmore tinme than that.

MS. M LOTTI :

be much -- you'd get

Okay. How much tinme --

MR. HUTTENHOWER: Not til

MS. M LOTTI :

Don't remnd me |I'm going to turn

61, thank you very much.

JUDGE RI LEY:

able to have something prepared, say, by the close

This is the 18t h.

of business Friday, August 37

MS. M LOTTI :
JUDGE RI LEY:

you've conpl eted i

Ch, yes.

you turn 61.

Now, you would file that,

t, file it

Chief Clerk in Springfield.

MS. M LOTTI :

JUDGE RI LEY:

Okay.

with the Office of our

Woul d you be

once

And specifically state that this

is your response --

MS. M LOTTI :
JUDGE RI LEY:
I11inois Bell.

MS. M LOTTI :

Okay.

-- to the Verified Motion of AT&T,

And how do

file that?
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JUDGE RILEY: Simply put it in an envel ope and
address it to the Office of the Chief Clerk in
Springfield. It's the same address where you sent
your original compl aint.

MS. M LOTTI : Okay.

JUDGE RI LEY: And once they get that, they wll
post it. "1l be notified. And, then, | will make
a deci sion.

MR. HUTTENHOWER: Judge, may | have until the
10t h of August, in case | want to submt any
response?

JUDGE RI LEY: Yes. | know | keep junping the
gun here, but you're absolutely right. So, we'l]l
set August 3 --

MS. MLOTTI: Do | have to mail it or can | fax
it?

JUDGE RILEY: It has to be verified.

MS. M LOTTI: Okay.

JUDGE RI LEY: | think you'd be better off
mailing it.

MS. M LOTTI : Okay

JUDGE RILEY: Unless you can send it
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el ectronically.
MR. HUTTENHOWER: | think, Ms. Mlotti, you

know, | file things all the time and so | have an

account where | can file things with the Conm ssion

el ectronically. It's easy. | don't know, assum ng

this is your only case here, it may not be worth
your while to set up the electronic thing --

MS. M LOTTI : No .

MR. HUTTENHOWER: -- but | think the Clerk's
Office, you know, would take it if you send it in
the mail . But, if you want to fax it to me, so --
you know, on the 3rd, because the Clerk's Office
probably won't get it till, you know, Tuesday of

next week.

MS. M LOTTI: Okay. | have your business card.

MR. HUTTENHOWER: So, that would be fine. And

you would send a copy to the Judge, too, | assune.

JUDGE RI LEY: |"ve got the note here to | ook for

it on the 3rd.

MS. M LOTTI: Do |I have your fax number, Judge?

JUDGE RILEY: Why don't | give you a couple of

numbers (i ndicating).
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Then, the other thing that |I'm going
to do, then, is | am going to set, say, August 16th
for anot her status.

MS. M LOTTI: Okay.
JUDGE RILEY: You will get a notice of that from

the Clerk's Office that

reconveni ng on the 16th.

al | . It depends on the

Motion to Dism ss.

we are going to be

We may not reconvene at

responses that | get to the

MS. M LOTTI: Okay.
Thank you very much.
JUDGE RI LEY: Thank you. Have a good day.
(Whereupon, the above-entitled
matter was continued to
August 16, 2007.)
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